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<010> Study Area Code 391686 

<015> Study Area Name VIVIAN TBLBPHONE CO 

<020> Program Year 2015 

<030> Contact Name- Person USAC should contact regarding this data Jill Reinert 

<035> Contact Telephone Number- Number of person identified in data line <030> 6052792161 ext. 

<039> Contact Email Address- Email Address of person identified in data line <030> jillreinertC~goldenwest. com 

<810> Reporting Carrier Golden west Telecommunications Cooperative, Inc. 

<811> Holding Company N/A 

<812> Operating Company Golden west Telecommunications Cooperative . Inc. 

<813> ~-~:i~if.£Sjjff, -~~ ·: ;f ·-=¥-.<at>··~~.,. .i't,t ~~4;;:-:~r:·~! :--"~~~-.~;, ~~;~ !~3>':~ •. ·. 1~ .. ~~:~-sra 

Affiliates SAC Doing Business As Company or Brand Designation 

Livings ton Telephone Company 442107 
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GOLDEN WEST- VIVIAN TELEPHONE CO. (SAC 391686) 

ATTACHMENT - LINE 112 

FIVE YEAR SERVICE QUALITY IMPROVEMENT PLAN 

ATTACHMENT REDACTED IN ENTIRETY 
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'Golden. West ... ....... .. .............. .. ........................................... . 
T ELECOMMUNICATIONS 

Certification of Service Quality Standards & Consumer 

Protection Rules Compliance for Voice and Broadband Services 

Golden West Telecommunications Cooperative, Inc. (hereinafter •'the Company") hereby certifies 
that it is complying with applicable service quality standards and consumer protection rules. 

This document detai.ls the processes and procedures that the Company follows to ensure 
compliance with service quality standards and consumer protection rules as laid out in FCC Form 481 
Instructions. 

The Company provides voice grade access to the public switched telephone network (PSTN) at a 
flat rate, thereby enabling access to emergency services provided by local government or other public 
safety organizations such as 9 I 1 . 

For service quality standards that are affected by plant issues, the Company engineers and installs 
its plant and other fac ilities in such a way as to ensure. to the greatest extent possible, safe, adequate, and 
continuous service at all times. 

In addition, employees are periodically trained on service quality standards and consumer 
protection issues. In particular, if any set of issues appear to be prevalent, employees are given briefmgs 
on how to handle such issues, beyond the normal guidelines in place for resolution of customer 
complaints. A recent example is the call completion problems that have arisen and the customer caUs that 
are generated as a result. Although this is not a service quality problem caused by the Company, it does 
affect customers of the Company and, therefore, deserves the attention ofthe Company employees. 

The Company also periodically reviews its operating procedures to be sure that those operating 
procedures are in compliance with service quality standards and that the operating procedures are not in 
violation of consumer protection rules. Internally a com pi iance officer ensures annual employee trajning 
and dictates disciplinary processes for improper use of consumer infonnation. If concerns arise that 
cannot be handled by the compliance officer, legal counsel is sought to assist with a resolution. 

If complaints are filed with the Company related to service quality standards or consumer 
protection rules, the complaint is immediately investigated, the matter tracked and any corrective action 
noted. This process ensures that problems are addressed and corrections made. 

The Company advertises the availability of its services and the charges using media of general 
distribution and on its website. 

The Company is subject to consumer protection obligations for broadband services under federal 
law. These obligations include, but are not limited to. the following: public disclosure of accurate 
information regarding network management practices, perforn1ance, and commercial terms of broadband 
internet access services; as a means of providing sufficient information for consumers to make informed 
choices regarding use of such services, and for content, application. service and device providers to 
develop, market, and maintain internet offerings as specified in F.C.C 47 C.F.R. Part 8 §8.3. 
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The Company maintains six business offices throughout its service area providing customers with 
access to a customer service representative either in person or via a local telephone number or toll-free 
telephone number during normal business hours. Customers also have access to the repair service and 
internet help desk twenty-four hours a day, seven days a week by calling a toll-free number, or by calling 
one of the business office numbers, which forward to these services after hours. 
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E'Golden. West .......... .. . 
_...._ TELECOMMUN ICATIONS 
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Certification of Functionality in Emergency Situation 

Golden West Telecommunications Cooperative, Inc. (hereinafter "The 

Company") hereby certifies that it is ableJo function in emergency situations as set tbrth 

in §54.202(a)(2).l The Company' s critical network infrastructure is designed to remain 

functional in emergency situations without an external power source, is able to reroute 

traffic around damaged facilities, and is capable of managing traffic spikes resulting from 

emergency situations as required by Section 54.202(a)(2). The Company can take 

reasonable steps to reroute traffic around damaged facilities and manage traffic spikes 

throughout its network, as emergency situations require. 

Specifically, each central office buitding is supplied with standby generators and 

battery back-up that enable the central office to keep running until power is. restored so 

long as fuel is available and the facility can be safely accessed, or until reasonable system 

changes are made to reroute traffic. 

The capacity of the Company to function in emergency situations encompasses 

both voice and broadband. 

Section 54.202(a)(2) requires ETCs that are designated by the Commission to "demonstrate its ability to 

remain functional in emergency situations, including a demonstration that it has a reasonable amount of back­

up power to ensure functionality without an external power source, is able to reroute traffic around damaged 

facilities, and is capable of managing traffic spikes resulting from emergency situations." 
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Golden. West .... .... ... ... ..... .. .. .. ..... .. .. .. .. . ... .... ... .. . .... . ·· ······· ..... . 

TELECOMMUNICATIONS 

Golden West Telecommunications Cooperative, Inc. 

Description of Tribal Engagement 

Golden West Telecommunications Cooperative, Inc. (hereinafter "the Company"), study area 

391686, provides services to areas of the lower Brule Sioux Reservation, Rosebud Sioux 

Reservation, and Yankton Sioux Reservation. 

On September 26, 2013, by letter sent via certified mail to the Tribal Chairman, the Company 

requested a joint meeting with the lower Brule Sioux Tribe to exchange information and 

discuss issues related to the deployment and provisioning of communications services on Tribal 

lands. The Company did not receive a response to the first letter; therefore, a follow up letter 

was sent via certified mail to the Tribal Chairman on November 21, 2013. No response was 

received from the follow-up letter. 

Staff members from Golden West Telecommunications engaged with representatives of the 

Rosebud Sioux Tribe (RST) on several occasions during 2013 to address issues related to the 

deployment and provisioning of communications services on the Rosebud Sioux Reservation. 

The RST Utility Commission's (RSTUC) Public Utility Forum on January 24, 2013 was attended by 

Golden West's General Manager/CEO, Director of Member Services, Communications and 

Government Affairs, Director of Video Services, and Project Coordinator. At the Forum, Golden 

West's General Manager/CEO gave an overview of the services provided on the reservation and 

responded to questions from the RSTUC. The Company's General Manager/CEO and Director of 

Member Services, Communications and Government Affairs met on April 5, 2013 with the 

President and Economic Specialist of the Rosebud Sioux Tribe. Discussions at this meeting 

focused on Golden West's services on the reservation, right-of way, and broadband 

afford ability in tribal communities. Golden West's General Manager/CEO stated that if the Tribe 

would designate a building in each community, Golden West would provide free broadband to 

the building. RST's President thanked Golden West for its services and the resources the 

Company has invested on the reservation. A follow-up letter was sent on April12, 2013 to the 

RST President recapping the items discussed during the meeting and thanking him for the 

opportunity to meet. Golden West's General Manager/CEO, Director of Member Services, 

Communications and Government Affairs, and Right-of-Way Technician participated by 

conference. call in the May 7, 2013 RSTUC Meeting to discuss the processes necessary for 

obtaining permission from RST to complete upgrades on tribal lands. Golden West's Right-of 

Way Technician also sent an email to the Director of the RSTUC on June 14, 2013 requesting 
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advice on how Golden West could make the right-of-way process on tribal lands more efficient. 

Golden West's General Manager/CEO and Director of Member Services, Communications, and 

Government Affairs met on November 25, 2013 with the President and Chief of Staff of the 

Rosebud Sioux Tribe. Further discussion was held regarding Golden West coordinating with RST 

to provide internet access to a building in one of the tribal communities. A discussion was also 

held at this meeting about the barriers Golden West faces when deploying FTIH or other 

telecommunications facilities within the Rosebud tribal boundaries. A follow-up letter was sent 

on December 16, 2013 to the RST President recapping the items discussed during the meeting 

and thanking him for the opportunity to meet. 

On September 26, 2013, by letter sent via certified mail to the Tribal Chairman, the Company 

requested a joint meeting with the Yankton Sioux Tribe to exchange information and discuss 

Issues related to the deployment and provisioning of communications services on Tribal lands. 

The Company did not receive a response to the first letter; therefore, a follow up letter was 

sent via certified mail to the Tribal Chairman on November 21, 2013. No response was received 

from the follow up letter. 

In accordance with provisions in the FCC's USF and ICC Transformation Order, paragraphs 636 

and 637, and 47 CFR 54.313(a)(9), Golden West Telecommunications Cooperative, Inc. will 

again attempt to organize joint meetings with the Lower Brule Sioux Tribe and the Yankton 

Sioux Tribe in 2014 and will work to continue discussions with the Rosebud Sioux Tribe. If 

successful the Company, with Tribal input, will continue to evaluate the need for future service 

deployments on Tribal lands while working to overcome challenges associated with right-of­

way and permitting processes. The feasibility and sustainability of communications services on 

Tribal lands will be discussed and the Company will, with assistance from the Tribal authorities, 

attempt to identify additional steps that can be taken to make essential communications 

services deployed on Tribal lands both feasible and sustainable. The Company and Tribal 

authorities will also discuss and explore ways in which they can coordinate to ensure that 

services are marketed on tribal lands in a manner that will relate to the community and 

resonate with consumers, with the aim of increasing service adoption. 
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TELECOMMUNICATIONS 

Lifeline Terms and Conditions 

Golden West Telecommunications Cooperative, Inc. offers lifeline program-supported service to qualified 
low-income residential consumers for one telephone line per eligible household. The lifeline program 
provides discounts to eligible low-income consumers to help them establish and maintain telephone service. 
Lifeline assistahce lowers the cost of basic, monthly local telephone service. Eligible ·consumers can 
receive $9.25 per month in discounts. In addition, the Federal Universal Service Charge is not assessed 
to consumers participating in lifeline. Toll Blocking prevents the placement of all long distance calls for 
which a subscriber would be charged. Toll blocking is available to eligible consumers at no cost. 

Lifeline Proaram Eligibility Information 

Prggram Based Eliglbllitv 

Consumers are eligible for Lifeline if they, one of their dependents or their household participate in one of 
the following qualifying assistance programs: 

Low-Income Home Energy Assistance Program (LIHEAP) 
Federal Public Housing Assistance (Section 8) 
Supplemental Nutrition Assistance Program (SNAP) 
Medicaid 
National School Lunch Program's Free Lunch Program 
Supplemental Security Income (SSI} 
Temporary Assistance for Needy Families (TANF) 

Lifeline applicants must present documentation demonstrating eligibility either through participation in one 
of the qualifying federal assistance programs or through income-based means. 

Acceptable documentation of program-based eligibility includes: current or prior year's statement of benefits 
from a qualifying state, federal or Tribal program; notice letter of participation in a qualifying state, federal 
or Tribal program; program participation documents: or another official document evidencing the 
consumer's participation in a qualifying state, federal or Tribal program. 

Income Based Eligibility 

In addition, consumers are eligible for lifeline if their household income is at or below 135% of the federal 
poverty guidelines. 

2014 Federal Poverty Guidelines - 135% 

Household Size 48 Contiguous Alaska Hawaii 
States and D.C. 

1 $15 755 $19,683 $18 117 
2 $21 ,236 $26,541 $24,422 
3 $26 717 $33,399 $30,726 
4 $32,198 $40 257 $37,031 
5 $37 679 $47;115 $43,335 
6 $43,160 $53,973 $49,640 
7 $48,641 $60,831 $55 944 
8 $54 122 $67,689 $62 249 
For each additional $5,481 $6,858 $6,305 
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Acceptable documentation of income eligibility includes: prior year's state, federal or Tribal tax return; 
current income statement from an employer or paycheck stub; social security statement of benefits; 
Veterans Administration statement of benefits; retirement/pension statement of benefits; 
unemployment/workmen's compensation statement of benefits; federal or Tribal notice of letter participating 
in General Assistance; or a divorce decree or child support award or other official document containing 
income information. 

Tribal Eligibility 

A subscriber who lives on Tribal lands and is an eligible resident of Tribal lands is eligible for Tribal lifeline 
service or Tribal Link Up if the subscriber, one or more of the subscriber's dependents, or the subscriber's 
household participates in any of the above-listed qualifying assistance programs or one of the following 
Tribal-specific federal assistance programs: Bureau of Indian Affairs General Assistance; Tribally 
Administered Temporary Assistance for Needy Families; Head Start (if income eligibility criteria are met); 
or the Food Distribution Program on Indian Reservations (FDPIR). Tribal subscribers may also qualify if the 
household income is at or below 135% of the Federal Poverty Guidelines. 

Numbers of Minutes-of-Use Provided as Part of Lifeline Progr~m Service 

Golden West Telecommunications Cooperative, Inc.'s Voice Lifeline service includes unlimited local 
minutes-of-use within the toll-free calling area. Golden West Telecommunications Cooperative, Inc.'s Voice 
Lifeline Plan does not Include any free minutes-of-use for toll. Toll is billed at the standard toll rate 
depending on which interexchange carrier the consumer subscribes to for toll service. As part of the Lifeline 
service, toll blocking is available to eligible consumers at no cost 

Subscribers may receive the Lifeline credit on any type or grade of local service, including bundled services 
that are normally offered by Golden West Telecommunications Cooperative, Inc. Advertised rates do not 
include any applicable taxes or surcharges. 

Recertification of Lifeline Eligibility 

Lifeline recipients are required to recertify their eligibility annually. Failure to properly recertify a recipient's 
continued eligibility for the Lifeline program will result in termination of the Lifeline recipient's monthly 
Lifeline discount and de-enrollment from the Lifeline Program. 

Additional Lifeline Program Information 

The Lifeline program is limited to one benefit per household, consisting of either wire line or wireless service. 
A household is defined, for purposes of the Lifeline program, as an individual or group of individuals who 
live together at the same address and share income and expenses. Lifeline is a government benefit 
program, and consumers who willfully make false statements in order to obtain the benefit can be punished 
by fine or imprisonment or can be barred from the program. 
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PART B. STATEMENTS OF INCOME AND RETAINED EARNINGS OR MARGINS 

ITEM 
PRIOR YEAR THIS YEAR 
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December, 2013 
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DESIGNATION 

2013 

PART H. CURRENT DEPRECIATION RATES 

Are corporation's depreciation rates approved by the regulatory 11111hority 
with jurisdiction over the provision of telephone services? (Check one) NO 
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